
LICENSE SECTION 11.7, 11.8,and11.9
COMPLAiNT REPORTS

SERVICE INTERRUPTIONREPORTS
INDIVIDUAL COMPLAINT REPORTS

Compliance: Form 500filed annuallywith theBoard of
Selectmenandthe CableDivision ofthe Massachusetts

Depaitmentof TelecommunicationsandEnergy,
datedJanuary26,2004andJanuary27,2005



~omcast
January27, 2005

Via certifiedReturn ReceiptRequestedMall

Boardof Selectmen
TownofActon
472Main Street
Acton,MA 01720

DearChairmanandMembersof theBoard:

Attachedpleasefind acopyof the2004Annual ConsumerComplaintForm“Form 500” as requiredby Chapter
166Aof theGeneralLawsofMassachusetts.As youwill seefrom theoverall sunmiarytherehasbeena
significantyearoveryearreductionin thenumberofcomplaintsfiled by consumers.Webelievethisto be
directlyattributableto themanyimprovementsComcasthasinitiatedthroughout2004. Despitethe increasingly
complexnatureof ourbusiness- whichyieldsmorethan3 million interactionswith ourMassachusetts
customersmonthlyoverallcustomercomplaintsas capturedby theForm500continueto declineoverall.
Customercomplaintsin Massachusettsaloneweredownby 13% comparedto 2003— andcomplaintsabout
customerservicehavedecreasedby almost50%. Pleasebe assuredthecompanywill continueto focuson this
initiative in 2005 in hopesof furtherreducingcustomercomplaints.Wesurveythousandsof ourcustomers
everymonthto getdirect feedbackregardingourperformance.Everyemployeein NewEnglandhasbeen
chargedwith thinkingaboutthecustomerfirst andfinding newandinnovativewaysto makethecustomer
experiencewithComcastthebestit canpossiblybe.

TheForm500requiresoperatorsto reporthowtheyrespondto customer’sconcernsabouttheoperationof their
cablesystem,includingthetime it takesto resolvea complaint.

As you maybeawaretheDivisiondefines“complaint” forForm500purposesas:

Any writtenor verbalcontactwith a cableoperatorin connectionwithsubscriptionin whichaperson
expressesdissatisfactionwith anact,omission,productor servicethatis (1)within theoperator’s
control,and(2) requiresacorrectivemeasureon thepart of theoperator.

Comcastisprou4of thecommitmentit hasmadein customerservice,whichcontinuedto improvedespitea
yearof constantchange.Weareproudto haveaddednewandimprovedproductssuchas: VideoonDemand,
HighDefinition andDigital VideO Recorders,aswell as increasedthenumberof digital channelsavailableto
customersthroughoutMassachusetts.

A copyof thisForm500hasbeenforwardedto theMassachusettsDepartmentof Telecommunicationand
Energy,MassachusettsCableDivision.

If I canbeof furtherassistanceto you on anymattersrelatedto this report,pleasefeel freeto contactmeat978-
692-1906,ext. 2052.

Verytruly yours,

RobTravers
Managerof Government& CommunityRelations



Form 500 Comp~aint

28-Jan-05

Data~ Comcast Cable Manchester, NH 03109-

(978) 848-5476

Code Key: Avg. Resolution Time Code Key: Manner of Resolution

<1> Less than 1 Day <2> 1-3 Days
Days <5> 15-30 Days

<3> 4-7 Days
<6> >30 Days

<4> 8-14~1 A. Resolved to the satisfaction of both parties.
B. Resolved, customer dissatisfied. C. Not Resolved.

Town

Year

Subscribers

ACTON

L 2004

r~ 6045

Advertising/Marketing
Appointment Service Call
BILLING
Customer Service
EQUIPMENT
INSTALLATION
Other: Programming

Manner of Resolution (see code key above for the manner represented
by the letters below) The number below each letter indicates the number of complaints

resolved in that manner.Total
Complaints

33
12

39
189

159
Reception
SERVICE INTERRUPTION

Avg
Resolution
Time (see

code above)

<2>

<3>
<2>
<2>
<2>
<2>
<2>

<2>
<2>

A.

29
11

34
166

139

B.

0
4
1
0
5

22
0
0
19

C.

0
0
0
0
0

0
0
I

I



r ActonTown

Form 500 Service
InterruptionData

Comcast Cable 676 Island Pond Road,
Manchester, NH 03109-

28-Jan-05 (978) 848.5476

Code Key: Duration of Service Interruption <1> Less than I Day <2> 1.3 Days <3> 4-7 Days <4> 8-14 Days <5> 15-30 Days <6> >30 Days

Year I 2004

Date of Service Interruption

I Subscribers 6045

Acton [ii~/2o~~1 <1> 1
Acton ] 5/2/2004 ~L <1> 1
Acton II 5/30/2004 1L <1> I

[~ Duration of Service Interruption (see Code Key above)

Acton IL~_ 7/1012004 II <1>
Acton~— II 10/12/2004 II <1>

Acton II 6/24/2004 IL <1>

Acton II 8/28/2004 II <1> I
Acton II 8/25/2004 ~_~II <1> I
Acton II 2/4/2004 IL I<1>

Acton II 12/29/2004 II <1> I
Acton 1/16/2004 I <1> I
Acton 1 1016/2004 I <1>

Acton 8/4/2004 I <1> I
Acton 9/16/2004 I <1> I
Acton 719/2004 Ij <1>

Acton 11/2/2004 JI <1>

I Acton 214/2004 II <1>

I



(~omcast.

January26, 2004

Boardof Selectmen
Town of Acton
472 Main Street
Acton, MA 01720

DearChairmanandMembersof theBoard:

Comcast Cable Communications, Inc.
676 Island Pond Road
Manchester, NH 03109
www.comcast.com

Attachedpleasefind acopy of theAnnual ConsumerComplaintForm“Form 500” as requiredby Chapter
1 66Aof the GeneralLawsof Massachusetts.

TheAnnual ConsumerComplaintFormis designedto collectcomplaintdatathatis usefulto
municipalities,cableoperatorsandtheCableDivision in measuringcableoperators’performance.
Specifically,theForm500requiresoperatorsto reporthowtheyrespondto customer’sconcernsaboutthe
operationof their cablesystem,includingthetime it takesto resolveacomplaint.

It is importantto notethat theDivisiondefines“complaint” forForm500 purposesas:

Anywritten or verbalcontactwith acableoperatorin connection
with subscriptionin whichapersonexpressesdissatisfactionwith
anact,omission,productor servicethatis (1) within the
operator’scontrol,and(2) requiresacorrectivemeasureon thepartthe
operator.

A copyof thisForm500 hasbeenforwardedto theMassachusettsDepartmentof Telecommunications
andEnergy,MassachusettsCableTelevisionDivision.

If I canbeof furtherassistanceto you on anymattersrelatedto thisreport,pleasefeel freeto contactme
at 978-692-1906,ext. 2052.

Verytruly yours,

Rob Travers
Managerof Government&

Enclosure



Form 500 Complaint
23-Jan-04

Data (Formerly AT&T Broadband), 676 Island Pond RdComcast Corp, Manchester, NH 03109-

(888) 633-4866

Code Key: Avg. Resolution Time code Key: Manner of Resolution

I A. Resolved to the satisfaction of both parties. I
B. Resolved, customer dissatisfied. C. Not Resolved.

<1> Less than I Day <2> 1-3 Days
Days <5> 15-30 Days

<3> 4-7 Days
<6> >30 Days

<4> 8-14

Town

Year

Subscribers

L ACTON

I 2003

I 5723 1
Advertising/Marketing
Appointment/Service Call
Billing
Compliment
Customer Service
EQUIPMENT
INSTALLATION
Other
Service Interruption

Manner of Resolution (see code key above forthe manner represented
by the letters below) The number below each letter indicates the number of complaints

resolved In that manner.Total
Complaints

4
64
18

6
31
137

3
213

Avg
Resolution
Time (see

code above)

<1>
<4>
<2>
<1>
<2>
<1>
<1>
<1>
<2>

A.

4
58
16

6
29
127
3

198

B.

0
3
2
0
0
I
6
0

11

C.

0
3
0
0
0

4
0
4

I



Town Year L 2003 I
Date of Service Interruption

Subscribers L 5723

Duration of Service Interruption (see Code Key above) I
I Acton 1

Form 500 Service
Interruption Data

Corn cast Corp ~
(Formerly AT&T Broadband), 676 Island Pond Rd

Manchester, NH 03109-

23-Jan-04 (888) 633-4866

Code Key: Duration of Service Interruption ~I> Less than I Day <2> 1-3 Days <3> 4-7 Days <4> 8-14 Days <5> 15-30 Days <6> >30 D!y!J

Acton II 8/25/2003 8:30:00 AM II <1>

Acton II I/I 3/2003 1:26:52 PM 11 <I> I
Acton I/I 9/2003 12:39:19 PM 11 <1> 1
Acton II 2/27/2003 5:00:00 AM II <~> I
Acton I 3/4/2003 8:52:51 AM I <1>
Acton 4/4/2003 7:52:33 AM I <1> 1
Acton 4/4/2003 10:35:30 PM I <1> I
Acton 4/18/2003 6:01 :01 PM I <1> I
Acton 1 1/9/2003 8:19:11 AM 11 <I> I
Acton 1 8/24/2003 7:36:00 PM <1> I
Acton 12/12/2003 11:12:00 AM II <1>

Acton 8/25/2003 8:43:00 AM II <1>

Acton IL~ 8/25/2003 4:58:00 PM il <1>

Acton II 8/27/2003 2:29:00 PM .JI <1>

Acton JI 8/29/2003 3:33:00 PM II <1>

I Acton II 9/4/2003 12:14:00 PM II <1>

I Acton II 9/15/2003 6:12:00 PM JI <1> 1
I Acton II 11/22/2003 3:42:00 PM <1>

Acton II 6/8/2003 10:38:17 AM II <1>

I


